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• First KanCare Volunteer began in Wichita, November 2015 

 

• The program has now grown to 10 active volunteers 

 

• Currently training in the Kansas City Metro and Wichita areas 

 
 

Our Brief History 
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Vision - Ombudsman team that serves the people of 

Kansas in a caring, timely and respectful manner. 

 

Mission -To support KanCare/Medicaid members in 

resolving problems regarding services, coverage, access 

and rights.  

KanCare Ombudsman Team 
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Dynamic Tool to support the quality of service for the 

KanCare Ombudsman office 

 

KanCare Ombudsman Volunteer Program 
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Volunteers must complete: 

• Application 

• Background check 

• Interview 

 

Accepted volunteers complete: 

• Minimum of 30 hours training & mentoring  

• Continuing education  

• Continued support 
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• Handling of calls and levels of inquiries 

 

• Practice cases and case studies 

 

• Resources for beneficiaries 

 

• Processes –applications, benefits, and 

claims 

 

• Grievances, appeals and hearings 
 

 

Volunteer Training 

Volunteers are tested after their training for competency 
on the following subjects: 



A Day in the Life of a  

KanCare Ombudsman Volunteer 

• Helping Medicaid consumers to get their questions 

answered 

• Reviewing Resources 

• Learning more from every experience 

• Continuing Education 

• Building Knowledge of Local Community Resources 
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How many consumers does the 

Ombudsman office serve annually? 

• 2014 & 2015:  Over 2,000 contacts per year 

 

• 2016:  The Ombudsman’s office has served 2663 contacts in 

just the first three quarters 

 

• On Average:  Volunteers serve 1-3 contacts per three hour shift. 
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• 913-area code calls will ring in the Olathe or Wyandotte 
Satellite offices first.   

 

• 316- area codes and 620-area code calls will ring in the 
Wichita Satellite office first. 

 

 

 

 

 

 

 

• If a volunteer is unable to pick up the call, it will automatically 
roll to the KanCare Ombudsman’s main office. 

 

 

When a Consumer Calls for Help 
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Resolving the Call 

• Volunteers use their resources to find the 

right information for the caller. 

 

• We connect the consumer with the entity 

or entities that can best provide them with 

the correct information. 
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KanCare Ombudsman Team Resources 
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• Who Should I Call? –Consumers 

• Assistance for People who are Uninsured 

• Application Flow Chart 

• Grievance, Appeals, and Hearing Packets 
 



What Type of Calls  

do Volunteers Take? 

Who Do I Call? – Consumers 

• How do I change my MCO? 

 

• How do I know which doctors are covered by my KanCare health 

plan? 

 

• Who do I call to report abuse or neglect in a nursing home? 

 

• How do I go about scheduling rides to my medical appointments? 
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Volunteer Calls 

Assistance for people who are Uninsured 

• I make too much money to be eligible for Medicaid, 

but I need dental work that I cannot afford. 

 

• I am waiting for my Medicaid application to be 

processed, but I need to see a doctor now and cannot 

afford one. 
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Volunteer Calls 

Application Process Flow Chart 

• How do I apply? 

 

• Where do I send my application? 

 

• How do I check the status of my application?  

 

• How will I be notified whether I have been approved or denied? 
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Volunteer Calls 

Grievance, Appeals, and Hearing Packets 

 

• I disagree with proposed changes to my care plan.  What can I do? 

 

• I am unhappy with the quality of the services I receive through KanCare.  

What can I do? 

 

• When should I file a grievance, an appeal, request a hearing? 

 

• What will happen to my services during the appeal or hearing process? 

 

• Can someone help me with an appeal or hearing? 
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Walk-ins & 

Appointments 

• Assistance completing applications  

– Paper applications 

– Online applications 

 

19 



Resolving the Call 

 

• If a volunteer cannot lead the consumer to 
the information they need…  

 

• The call is forwarded to the KanCare 
Ombudsman. 
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KanCare Ombudsman 

• The KanCare Ombudsman takes the more complex cases 

or those that need more attention. 
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We Need You! 

 

 

 

 

• We need your assistance to help those with 
KanCare/Medicaid get their questions answered and issues 
resolved!  

 

• Volunteer with us, and learn valuable skills that you can put to 
use in helping your community. 

 

• Contact Lisa Churchill, the KanCare Ombudsman Volunteer 
Coordinator, at Lisa.Churchill@ks.gov or call (785) 296-2081.  
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The KanCare Ombudsman Team 

Respectful 

 

Encouraging 

 

Resourceful 

 

Helpful 
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Who Should I Call? - Consumers 



Assistance for Uninsured 
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Application Process Flow Chart 
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Grievance, Appeal, & Hearing Packets 
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Issues with Benefits & Services Eligibility Issues 


